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Daniela’s Cantina Policy on Alcohol Service

We musttreatourguestslike guestsin ourhomes. It makestheirvisit morepersonal,fun,
repetitiveandaffectstipping. However,front-line servicepersonnelplay a majorrole in
controllingsituationsinvolving customers.We wantourgueststo haveagreatexperienceat
Daniela’s. Theywill not havepleasantmemoriesif they,anyonein their party, oranother
guestin their vacinity is over-servedalcohol. To promotegreateveningswe mustcarefully
controlthe alcohol consumptionof our guestsandbeevervigilant to the possibility of
problemsbeforetheycanarise.

Everyoneservingalcoholat Daniela’shasbeenschooledin alcohol interventiontechniques. In
order to servealcohol in Framinghamyou musthavea FraminghamLiquor ServerI.D. You
cannotreceivethis cardwithoutan Alcohol Intervention(TIPS) course. So, obviously,
everyonereadingthis is awareof stateandlocal laws. This booklet is intendedasarefresher
course,and to clearlystatecertainpoliciesaboutalcoholservice,that areperhapsmore
stringent thanthoseof the localauthorities.

The following are absolute rules for alcohol service:

1. We never will servean intoxicatedguest.
2. We neverwill servea guestinto the point of intoxication.
3. We neverwant to let aguestweareworried aboutdrive away.
4. We dohaveguidelinesandlimits to theamountwewill allowa guestto drink atour

establishment.
5. We will not serveaguestmorethan4 margaritas,othermixed drinks, or glassesof wine.

We will not servea guestmorethan 5 regularbeersor 6 light beers. Theseareconsidered
maximumsfor largepeoplewho haveeaten. Guestsweighinglessthan 150 pounds,or
who havenoteaten,shouldbeservedless,undertheguidelinesof rules 1 and2.

Therearefour majorfactorsthat mayinfluencean individual’sblood-alcohollevel:
• Theamountofalcohola persondrinks, not thenumberof drinks (e.g. a largemargarita

hasmorealcoholthanaglassof wine, which hasmorealcoholthana light beer).
• Foodconsumption;whethera personhaseatenbeforestarting to drink or is eatingwhile

drinking.
• Weight.
• Time betweendrinks

Using thesefactors to help monitor a guest’s alcohol consumptionmay help in deciding

whetherornot theguestmaycontinueto be served.

ANTICIPATE PROBLEMS BEFORE THEY OCCUR.

1. Size: This refersto theguestbody sizeaswell astype. Observemale or female,large,
average,muscularor pudgy. Thencasteachguestinto a category:
A. Small - 1 to 2 drinks in the first hour
B. Medium- Largeup to 2 drinks in thefirst hour

2. Interview: This eitherconfirmsof changesyou originaldiagnosis. Be friendly. Find
out if s/he is under stressor depressed. If he hasa cold, fmd out if he is on medication.
Check his eyesto see if they are glassy or bloodshot. Find out if they havebeendrinking
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elsewhere.Chatwith the guestto find out if his/her speechis slurred,loud or impaired. If a
personis drinking, try to get them to eat. If they are drinking too fast, makesurewater is
servedto thetable,anddo everythingin your powerto slow or stop drink service.

WHAT IS AN INTOXICATED PERSON?

The law generally defines an intoxicated person as one who manifests these familiar
symptoms:Slurredspeech,clothing in disarray,loud andwith poorbalance.
Here aresomebasicindicationsthat a personis gettingintoxicated:
1. Drinking too fast
2. Carelessnesswith money
3. Complainingaboutdrink pricesor the check
4. Complainingaboutdrink strengthorpreparation
5. Overlyfriendly to customersor employees
6. Annoyingto othercustomers
7. Losingtrain ofthoughtor concentration
8. Becomingdetachedorbrooding
9. Makingtoo manycommentsaboutothersin theestablishment
10. Losingtrackof time andof the surroundings

HERE ARE A FEW OTHERINDICATIONS THAT A PERSONIS PROBABLY INTOXICATED

1. Drowsiness
2. Loud, argumentative,meanor obnoxious
3. Entertaining,boisterous,animatedbehavior
4. Spilling drinks
5. Altered speechpatterns,slurredspeech
6. Losingeyecontact,unableto focus
7. Triesto light cigarettesindoors
8. Difficulty functioning
9. Lossof musclecontrol,clumsiness
10. Changeof gait, stumbling,bumpinginto things.

If we havean intoxicatedpersonon our hands,we havea problem. The problemis that the
serverof alcoholis liable andthe intoxicatedpersonmayharmhimselfor others.

An intoxicated person must be SHUT OFF. The customer must be told this as quietly
and politely aspossible.

Since YOU are the person in most direct contact with the customer, it is directly your
responsibility to size up your customerscontinuously so that you are not surprisedby
someonewho suddenlyandmysteriouslybecomesintoxicated.
Servingan intoxicatedpersonis groundsfor DISMISSAL
PAY ATfENTION, KEEP YOUR EYES OPEN, STAY ALERT, AND IT WONT HAPPENTO YOU!

Whenin doubt,consultyour Manager.
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HOW TO REFUSE SERVICE WITHOUT CREATING A BIGGER PROBLEM

Refusing serviceis the SERVER’S RESPONSIBILITY. The unnecessaryintrusion of a third
party, (manager,bar supervisor)mayangerthe personwho is beingshut off. The manager,
should, of course,be consultedand kept awareof the status of any suchcustomer. S/he
should backyou up, if they do not, they betterhavea very good reasonand are assuming
responsibilityfor a potentialproblem.

Don’t judge or appearto judge by using emotionally chargedor accusingwords such as
DRUNK or OUT OF HAND. Thesetermsandcommentsopenup thepossibility of a debate.

USENON-JUDGEMENTAL STATEMENTS,suchas:

1. “I’m sorry,but I’ve servedyou all that I can.”
2. “I’m sony, but I can’t bring you anothermargarita,but I’d be happyto give you a free

sodaor cup ofcoffee.
3. “I value you as a customerand I’m concernedthat another drink will causeyou

problems.
4. “I’m sorry, but if I serveyou anotherdrink, we might loseourliquor license.
5. “I’d appreciateit if you sloweddown anddid not order anotherdrink.”
6. “You should be awarethat we are a new business,and the Framinghampolice are

watchingvery closelyasourcustomersleave. I don’t wantto causeyouany trouble.

If they say,“but I’m not drunk.” Your reply should be: “I know that, sir, and it is my job to
makesureyou staythat way.”

Offer coffee,sodaor water. Explain thatyou areconcernedhis/herSafetyandwell being.

Make the statementand walk away. It is hard for the customerto arguewith you if you are
elsewhere. If a problemdevelops,and the customergets offensive and or unwilling to accept
your decision,sendfor themanager.

Your responsibility extendsbeyond simply shutting the customeroff. Make sure that the
other bartendersand serversare aware of the customerand the fact that you have shut
him/her off. If apersonis intoxicated,do not let them drive! Makesurea designateddriver is
available. If not, tell the customerthat you will behappyto call a cabfor them. Our policy is
to providecabfarefor anypatronratherthantaking the risk of havingtheliability for a drunk
driver. If a personwho is drunk is argumentativeandinsists on driving, tell them that wewill
be forcedto call thepolice if we suspectapersonwho might bedriving intoxicated.

MAINTAIN COMPOSURE,BE POLITE, STRESSPUBLIC SAFETYAND THE LAW!

In all circumstances,note the date,and hourof the incident in the logbookkept at the host
station (a copyof theincidentreportis includedin thelastpageof this manual). Also, include
namesof ourstaffwho handledit, anda brief summaryof what transpired. Somethingcould
comeupmonthsor evenyearslater.
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THIRD PARTY LIABILITIES AND DRAM SHOP LAWS

It has been determinedthat bartendersand waitpersons are ultimately responsible for
whether a guest should be servedONE MORE. You could face the sameliability as the
restaurant,shoulda guestwhohasbeenoverservedbecomesinvolvedin anaccident.

1. Who can sue?
Anyone injured by an intoxicated person. The injured personandhis/her family both have
the right to sue.

2. Who can be sued?
TheWaitperson,Bartenderor RestaurantOwner. Usually not the drunk driver, unlesshe is
very wealthy.

3. What must the personwho is suing snow?
The lawful sale or giveaway (to a known habitual drunkard, intoxicated person,minor) of
alcoholicbeverageto wholater causedan accidentor injury. Thesale (or giveaway)of alcohol
afterhourscanalsoconstitutea suit.

4. What can the personwho is suingget?
Monetary recoveryfor actual damagessuffered, medicalbills and lossof support plus pain
andmentaldistress- also“Punitive” and “Exemplary” Damages.

Additionally, if you serve an intoxicated personand that personleavesthe premisesand
harmshimself or someoneelsein an automobileaccidentor in any otherway directly related
to his intoxication (let’s saythe personsayshe is walking, getsdrunk, and walksin front of a
car on route 9), you and the restaurantmay be held financially responsiblefor the damages
caused.

We expect all personsunder the age of thirty to be carded! The final
responsibility lies with the person serving the drink!

Our LD. Policy

Thefollowing outlinesourpolicy with regardto thevariousformsof identificationyou will be
presented:

1. MassachusettsDriversLicense.
We acceptthemasthe SOLE meansof identification,aslongasit is avalid I.D. Any
I.D. that showsobviousdamageordistressshouldalert you to a possibleproblem.

2. Out-of-statePictureI.D.
All out of statepicturelicensesmustbe comparedwith ourI.D. Booklet (which is kept
at the bar) for authentication.In addition,all out ofstatepicturelicensesrequireTWO
additionalpiecesof I.D. asbackup

3. Military PictureI.D.
We acceptit if it hasa dateofbirth, no alterationsarevisible andit is clearlythat
person’spicture,with two otherformsof I.D.
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4. MassachusettsLiquor I.D. with picture
Theregistryprovidesthesefor personswithout a licenseor for alicenseddriver from
anotherstate. We acceptit only with two otherforms of identification.

5. Passports
We acceptthemonly if thereis a pictureandan unaltereddateof birth, andwith two
additionalformsof back-upidentification.

In summary,all formsof pictureidentificationotherthana valid MassachusettsDrivers
Licenserequiretwo additionalpiecesof legitimateback-upidentification.

Whatis avalid back-upidentification?
• Credit Cards
• Social SecurityCard
• AutomobileRegistration
• Birth Certificate
• PayStub
• CollegeI.D.
• EmploymentIdentification

How to Check LD.s

Thefollowing shouldbecheckedon all I.D.s:

1. Licenseexpirationdate.
2. Dateof Birth (checkfor alterations).
3. Notationsasto “Duplicate.”
4. Mass.Sealon Mass. licensesshouldbeoverpictures. dateof birth is repeatedin tiny

print overboth picture, andon theback.
5. Checkfor looseordetachedlaminations,do not accepttheseI.D.s without back-ups
6. Checkthebackof theI.D. ; phonyI.D.s areoccasionallypoorlydonehere.
7. Checkthepictureof thepersoncarefully.
8. Checktheperson’sheightasnotedon theI.D. for discrepancies.

IF YOU SUSPECTTHE I.D. HAS BEEN ALTERED OR I PHONY OR NOT THE PERSON
PICTURED,TRY THESETESTS(WHILE HOLDING THE I.D. IN YOURPOSSESSION):

• Ask thepersonto recite theirSocialSecurity/LicenseNumber
• Ask thepersontheir middlename
• Ask thepersontheirZodiac sign (andnoteanyhesitationin their answer). We keepalist

ofall Zodiac Signson thebackpageofour I.D. booklet
• Ask thepersontheir heightasprintedon theI.D.
• For out-of-stateI.D.s, askthepersonwhat their statecapital is, andnoteanyhesitationor

incorrectanswers
• Ask what theirZip Codeis

IF YOU GET A PHONY I.D., YOU MUST CONFISCATEIT, NOTIFY THE MANAGER, AND MAKE
A LOG ENTRY. THE POLICE MUST BE INFORMED!



COLLEGE I.D.S

No oneis allowedto purchasealcoholicbeverageswithout oneof the 5 primaryformsof
identificationlisted above. CollegeI.D.s arenot allowedasProofof Age, theymayonly beused
asa secondform of pictureverification.

Onelastnoteon ageverification... No matterhow carefulweare,someone,somedayis going
to presentuswith a perfectsetof phonyidentification. We would haveto beexpertsto spota
flaw. We arenot expectedto be experts,but weareexpectedto becareful,vigilant and
persistent.Let’s saya personpresentsperfectidentificationthat he is 21 on aMonday. He
comesbackin on Tuesday;you must cardhim again. Justmakesurethat peopleyouknow
areunder25 arealwayscarded,becauseon thedayyou relax,anddon’t cardhim will be the
daythat someoneshowsup with a badge. Doyou think hewill volunteerto showthat person
his fakeI.D.? H&ll sayhe is under21 andweneveraskedfor his card! Busted!

SERVE ALCOHOL RESPONSIBLY!

Servingalcoholto a minor, orgettinga customerdrunkcancostusour liquor license,and
placesyourjob in jeopardy. Failureto abideby our liquor policiescanresult in serious
consequences.

Bartendersneedto beawarethat theyarenot doinganyonea favorby pouringstrongdrinks.
We losedrink saleswhendrinksare too strong,peoplecan’torderasmany,andultimately the
bartendersufferslossoftip money. Customermayaskfor a strongdrink, but you arenot
doingthemany favorsby giving it to them. If yougive a onehundredand eightypoundman3
two-ouncedrinks without food in an hourand half, theywill becloseto beingdrunk. They
might be slightly impaired,but theyprobablywon’t blow over .08. Our Margaritascall for 2
ouncesof liquor, total, that is 1 Y2 ouncesoftequila, and i/

2
ounceof Triple See,GranMamier

or Cointreau. If you give thesameperson3 four-ouncedrinks, forgetaboutit. Theyare
drunk,anaccidentwaiting to happen! Guesswho will be blamed?Not the customerwho
said, “hey, makesureI cantastethetequila!”

We do not servepeoplemorethanonedrink at atime. Theonly exceptionis a “shot and a
beer.” And shotsmustbeservedjudiciously. We do not givepeoplemorethan2 shotsever.
If someoneis drinking shots,a problemis probablya shortwaysaway. Find out from the
person’sfriendswhat is goingon, makesurethereis a designateddriver, orpreferablya limo
driver. Onceagain,it is simply too dangerousto everlet a persongetdrunkin our
establishment.Therisks far outweighthe benefits.

If a personasksfor a drink for someoneelse,“at his table,who is coining soon,or in therest
room” you must askthemto identify who thedrink is for, andverify the ageofthepersonthe
drink is for beforeservingit; this is the oldesttrick in the book for a minor trying to purchase
alcohol.

If you areeverin doubt asto thevalidity of an I.D. pleaseconsultthemanageron duty.
Do notrisk yourjob and our liquor license.
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OTHER THINGS TO KEEP IN MIND

We do notallow theuseof, or saleof drugson the premises.Drugsaroundarestaurantare
knownto becommonby theABC andpolice. If you seedrug use,or suspiciousbehaviorby
employeesor customerpleasetalk to theOwnerof theRestaurantimmediately.

Parentsarenot allowedto purchasealcoholfor theirunderagechildren.

All alcoholmustbeconsumedon thepremises.Nodrinks orbottlemayleavethepremises
underanycircumstances.

They areno drinks “To Go.”

Doublecocktailsareagainstthelaw in Massachusetts.

Servinga pitcherof beerto onepersonis againstthelaw in Massachusetts.

Servinga full bottleofwine to onepersonis againstthelaw in Massachusetts.

If a personcomesin off the street who is obviouslydrunkwecannotservethem. We also
cannotlet them getbackin their caranddrive away. Oncetheyhavewalkedthroughour
door,theyareourproblem. Tell themyou areconcernedaboutthemgetting in an accidentif
theyattemptto drive. Try to gettheir keys,and helparrangealternativetransportation,i.e.
gettheminto a cab. Tell themif theyinsist on driving, that youwill be forced to call the
police. If theyrefuseto listen to reason,call thepoliceimmediately. The drunkprobably
won’t thankyou atthetime, but theywould be lucky to spenda nightwith the Framingham
Policeunderprotectivecustody,ratherthan losingtheir licensefor 2 yearsaftergettingan
OUI.

THE STAKES ARE TOO HIGH FOR YOU TO TAKE ANY RISK, EVER!
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IncidentReport

When an intoxicated person causes injury, the licensee and his employees may be held legally accountable. To avoid being
charged withnegligent or reckless serving, the licensee mustshow evidence of Responsible BusinessPractices. An incident re-
port provides theevidence that steps were taken to protect thepatron from injuring himself oranyone else.

Dateof incident (MMIDO/’YY):___________________________________

Time of incident: ________________________________________circle: am pm

Server:_______________________________________________

Manager on duty:______________________________________

Name or description of patron(s):______________________________________________________

Describe event:

Approximately how long was the patron in the establishment:_______________________________

Were the police notified?_________

Level of intoxication, circle one: No Problem Potential Problem Borderline Intoxicated

Number of drinks served:________

Were non-alcoholic drinks offered? Accepted?

Was alternate transportation offered? Accepted?

Additional alcohol intervention methods or comments:



REFUSAL OF SERVICE REPORT

LOCATiON
REPORT WRITTEN BY

L ~ I MC! P4EIC$T WEICHT ( ACE j

I

DATE ___________

TIME ____________

NAME OF PATRON
ADDRESS
CL1Y/STATE
DESCRIPT1ON/OBSERVATION OF PATRON

SERVERS ON DUTY ____________________ ______________________________

MANAGER ON DUTY
SERViCE REFUSED BY TIME ____________

BAR TAB YES NO (corr M~OATrACH TO woi~r)

PHYSICAL DESCRIPTION REPORT

_____________________ OBSERVATIONS
DEScRiBE TYPE M~OCOLOR O CLOThES: _________________

___________ co~omo~oc ci.omEs: 0 o~so*oc~s0 o u.~cz.oDso~uD
0 M~JSSLD0 OD€Ri.Y

s*um (~a.co.io~.ooo*): 0 STRoNcO M00UATtQ ~ po,~t
____________ ____________ ATTITUOC 0 POLITE 0 $l~A*kOUS0 TA&XATIYE 0 CAaL~ILL0 SLU.PV

o C0C~Y0 COaA$ATM 0 ~4O4flLMNT0o PRO6ANE 0
___________ ___________ uP4u5UM. ACTIoN: 0 I(LCHING 0 VOP.4mNC0 F)CHTINC 0 C*~flNC

0 UUC$INC0 HICCOUCb4$PIC

SpEECH: 0 NOT uNOC TANOABLE 0 ~ 0 swuto 0 co~usw

____________ o M’JiH-~4OU~~LO0 Th4ICX-TONCUCD 0 ACCENT 0 FAiR

o C0000 SPEECH IMPED4MLNT

tns: 0 i&000snOT 0 warm 0 ci.a.ssr
___________ coupux~oP4: 0 FLUSHED 0 PALL 0 OThER

U40$CATI OThER UNUSUAL ACTIONS 0* STATEMENTS, INCWO~NCWhEN
FIRST oss~vw:

_________ CHECK STEPS TAKEN
— OFFERED NON•AlCOHOUC

W6MCES

_____________________ — OFFERED F000
— OFFERED TO CALl. ANOTHER

— SUCCLSTEO/CAU.LO A CAB

WAS PATRON ALONE? YES P40

DID PATRON DRIVE? YES NO

THE FACTS RECORDED uo~ &1~TRUt *i~iOACCUPATL TO Pit REST OF MY ZNOWtLOCL

HAT J
TIE

COAT

SHIRT ]
TROUSERS

ISHOESI

PARTY

PATRON’S ACTIONS &
COMMENTS:

AUTOMOBILE (ucENSE NUMBER, MAKE, CotoR)

SIGNATURE SUPERVISOR DATE —


